ANNEXURE 0 


K2N: 232 - Schedule of Service DeBvBfy Standards Table XX 

OMcriptlon 

Standard 

Soltd Waata Ramoval — 

Pramisa baaad ramoval (Raaidenltai Frequancy) 

PramiM based ramoval (Bualnesa Frequency) 

Buft Ramoval (FraquarKy) 

Removal Bsge provl(lod{Yea/No) 

Garden rafuee removal Indudad (Yas/No) 

Straw deantno Frequency In CBO 

Street daanino Frequency in areas aixcluding CBD 

How soon are puMIc areas eiaanad after events (Zdhours/seftours/lonoar) 

aearing of Beqal dumpir^ (24houra/4ahoufsno;\aef) 

RacyctWo or envtrdoitwntalfy ttandiy pracUoaaJYes/No) 

Ucenoed tandWI sltafYee/No) 

Watar Strvl(» 

Water Quality ratine (Blua/Green/BrowtVNO drop) 

Is free water avabable to a#? (AWbrUy to me Indigent consumers) 

Frequency of meter reading? (per monBr. per year) 

Are estimated consumption calculated on actual cooaumptlon over (two rnonm efthrae monlh'sflonger period) 

On average for bow long does the rnurtcipamy use esBmates before revartino back to actual readings? (months) 

Dursttort (hoan) fton av»lfabmyofwai«rt$natof9dln esses ofaervfct Interruption (complete the sub questions} 

One service connection affected (number of hours) 

Up to 5 sarvica connection affected (number of hours) 

Up to 20 service connection affactod (number of hours) 

Feeder pipe larger than 800mm (number of hours) 

What Is the average minimum water flow in your municlpaiiy? 

Do you practice any environmental or scarce resource protecBoo acevitlas as part of your operations? (Yesflto) 

How long does it taka to replace iaulty water tnelare? (days) 

Do you have a cathode protaction system in place that Is operaBonal at this stege? (Yes/No) 

Electilcity Service 

What is your electricity avellatttfty percentage on average per month? 

Do your municipality hava a ripple control In place that is operational? (Vas/No) 

How much do you estimate is the cost savino m otiifeing the ripple control system? 

Whet is the frequency of meters being read? (per month, per year) 

Are estimated consumpbon calculaled at consumption over (two monlh’sfthioe monih's/lorvger period) 

On average for hovr long does the municipafity use estimates before revertng beck to actual raarSngs? (months) 

Duration batore avatebikty of oioctriclty la restored in esses of breakages (immodlataly/ona dayAwo daysrionger) 

Are accounts normally caicuiated on actual readinga? (Yes/no) 

Or> you practice any environmantal or acaroe resource protection actMtlas as part of your operaKons? (Yes/No) 

How tong does it take to replace taully meters? (days) 

Do you have a plan to prevent negal connections and prevention of electricity Siaft? (Yes/No) 

How affective Is the action plan In curbing Sna tosses? (Good/Bad) 

How soon does Ihe munlcipalily provide a quotation to a customer upon a writtsr^ request? (days) 

How long does the municipality takes to provide electricity sorvlca wham axlstlng tofrastructure can bo used? (working days) 

How long does the municipality takes to provide electricity service for low voltage users where network extension is not required? (working days) 
HOW long does the municipality lakes to provide oleciridty servica for high voltage users where network extension Is not required? (working days) 

Sewerage Service 

Am your purification system effective enough to put water back in to the system after purifteailon? 

To what extend do you sub^dlze your kidlgera consumers? 

Mow tang does It take to restore sewerepe breakages on average 
Severe overffow? (hours) 

Sewer bioclmcl pipes: Large pipes? (Hours) 

Sawsr blocked pipes: Small pipes? (Hours) 

SpHlsge ctean-up? (hours) 

Repiaoament of manhole covers? (Hours) 

Road Infraatructura Services 

Tima taken to repak a single pothole on a major road? (Hours) 

Tima taken to repair a single pothole on a minor road? (Hours) 

Time taken to repair a road foJowing an open trench service crosslr^? (Hours) 

Time taken to repair walkways? (Hours) 

Property vslustiona 

Hew long does it take on average from comi^etion to the first aocount being issued? (one monttvthree months or tonger) 

Do you have any special rating propariise? (Yes/No) 


Service Level 


Weekfy 

Odiy 

OeDy, bi-weekly tUvioe weekly 

Mo 

Yea 

Oaiy 

WoeUy 

2«vs 

Aiet/i (tan (o the Lendfe me 
attended lo with 4S Hours 
Yes 
Yee 


n/e 



n/a 

n/a 

nia 

lYa 

nfe 

r/a 

n/a 

n/a 

n/e 

nfa 

rJa 


UmPBRUONTH 

NO 

WA 

AU METERS ItONTHlY 
3 MONTHS 
3 MONTHS 
IMMEDIATELY 
YES 
NO 

1-JWORKlNGOAYS 

YES 

GOOD 

5 WORKING DAYS 
to WORKING DAYS 
20 WORKING DAYS 
30 WORKING BAYS 


N/A 

N/A 

N/A 

N/A 

N/A 

m 

N/A 

N/A 


VWnfXHowa 
WliNn 120 Hows 
Wilhin 120 Hours 
VMihin 360 Hours 


One Month 
No 


|Rnancial Management 



Is th«9 any changa in Bis situation ot unauthorised and «yaateful ej^penditufa over time? (Oecmase/IncmasB) 

Art the financial statement outsogjrces? (Vas/No) 

y, tty council adopted business process tewctuteB the flow and managemet of documentation feeding to Trial Batoinc’ 
How long does It take for an Taxrinvdoe to be paid from the date It has been reeatved? 

la them «h.ancepl«,nino from SCM unit Wring aBdepariotental Pten. quateriy«,danoualyrx^^ 

Admintetration 

Reaction Bme on enquiries and raquesta? 

Time to respond to e vsrbal customsr enquiry or request? (worWng deys) 

Time to respond to a written customer enquiry or request? (working days) 

Time to resotue a customer enquiry or request? (working days) 

What percentage of cats are not answered? (5*.10H or more) 

How long does If tteca to reapond to voice maifs? (hours) 

Does Ifw municipalty have control over locked enquiries^ (Yaa/No) 

Is there a reduction in tha number of compiainis or not? <Vst/No) * 

How long does in taka to open an account to a new customer? (1 day/ 2 days/ a week or longer) 


How many Hmes doea 6CW Umt. CFO's Una and Techn«al unit sit to review end resolve SCM 


process delays oBier than normal monthly management meetings? 


Community safety and iicenalng eervieea 
How tong does a take to register a vehicle? (roinutos) 

How tong does a take to renew a vehicle license? (mtoutes) 

HtJw long does n take to issue a duplicate regtsiration cerllficatB vehicle? (miuitea) 

How tong does a tske to de-registof a vehIclB? (minutes) 

How long does K take to rertew a drivers llcenss? (minuias) 

Wttat is the average reaction time of Bie fire service to an incident? (mlnutas) 

What is the everage reaction Hme of Ihe ambulance service to an incident In the urban area? (minutes) 

Wlw is the average reaction time of the ambulance service to an tnddenl in the rural area? (minuies) 

Economic development 

How many economic development projects does the munlclpafity drive? 

1^ many economic devetopmem programme are daemed to be catelyac In creating an mwbling envlrttnmant to unlock key «»nomic growth prx^ectt? 
What percentage of the projects have created sustainable job security? 

Does the municipally have any incenliv. plans In place to create an conducive environmeni for economic development? (Yeaftfo) 

Other Service delivery and eommunlrretton 

la a informaUoh package handerj to ihs new customer? (Vas/No) 

Does the municipality have training or information sessions to inform the communtty? (Ves/No) 

Are customers treated In a professional end humanly manner? (Yea/No) 


Dseresss in Unautxirised, IncrssGs 
In FtUHees snri WssIstuj orpsndliuts 
due to chaVsngss skpatisnosd wkh 
Eskcminvoiost 


tonsrMsIy 
Immerilslely 
30syt 
30 Days 


30 min dspenrfog oil qusue 
30 min dspsnding on queus 
30 fflln dspandtog on queus 
30 min riepaidDifl on qu8i« 
30 min dspsndng on quaus 
tomiiiulBa 




